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5.4 Management Component {Qualifications and Track Record of the Offeror)
5.4.1 Description of Offeror and subcontractor’s management approach.

Provide comprehensive descriptive information about the company that will be providing
the TRS; a delineation of the relationship between the Offeror and any and all
contractors; general internal management procedures for accomplishing the activities
and an averview of any existing relationships with the State.

Our Mission is: We will make digital life simple, instant, enriching and productive by
delivering a seamless and superior customer experience. This is our destination.
Everything we do as a company, operationally and market-facing, is designed to bring us
closer to accomplishing the mission.

Only Sprint Nextel delivers the broadest choice and flexibility of communications
products and services so you can do what you want to do... better.

We call it our Sprint Brand Promise. It's how we're differentiating ourselves from our
competition and standing out as a company that considers the customer experience
to be of the utmost importance. Living our values and marching in the same direction
toward our vision will enable us to deliver on the brand promise.

Simply stated, Sprint stands out in the following three ways:

» The power of our network allows us to deliver superior wireless and wireline voice
and data services that no other Carrier can offer.

» Wedeliver a great value to our customers.

%a'

Our innovative products and services provide a compelling reason for customers to
join Sprint together with Nextel.

Sprint Relay has long stood at the forefront of developing new technology such as
CapTel and Wireless Relay in order to bridge the telecommunications gap between
people who are Deaf, Hard-of-Hearing, Deaf-Blind, and Speech-Disabled as well as
those who are Hearing. Sprint Relay offers these user groups a variety of effective
avenues to communicate via the telephone, internet, and video.

Fulfilling the dream of functional equivalency in telecommunications requires a
company with experience, who also has a vision for the future of Relay services,
which Sprint brings. The company has a long history of providing high quality
telecommunications service to its customers, Sprint was foeunded as the Brown
Telephone Company in 1899 in Abilene, Kansas. By the mid-1370s, the company’'s
aggressive growth strategies had firmly established it as the nation's largest
independent local telephone provider, which is still true today.
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On August 12, 2005, Sprint and Nextel Communications Inc. completed their merger,
forming Sprint Nextel Corporation. On a “pro forma” basis, Sprint Nextel reported
~revenues of $44 billion for the year ending December 31, 2005. Sprint Nextel, along
with its affiliates and partners, operates networks that provide coverage for
approximately 270 million people. With its extensive network, Spectrum assets and
technology migration path, Sprint Nextel is well positioned to lead the industry.

Since that humble beginning, Sprint has grown to become the largest and most

{ technologically advanced TRS and CapTel provider in the industry. Sprint’s history of

providing services for Deaf and Hard-of-Hearing people is among the longest and

¥ most successful in the TRS industry. In response to the passage of the American with
Disabilities Act in 1990, Sprint began providing TRS for the State of Texas that very

| same year.

| Provide information on key individuais on the management teamn that will be
- responsible for instituting and maintaining the TRS. Provide an organization chart that
demonstrates how TRS and individual refay centers fit into the cverall organization.

The organizational chart below represents the staff supporting Sprint Relay, including
the lines of responsibility for Sprint Relay Subcontractors:

g
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. Gary Forsee
Sprln\t - Chief Executive (¥eer

Lew Lauer
Lhiel Dperating, Officer

Mark Angeling
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R Sprint Relay Management Aoproach

One of Sprint Relay’s Quality principles and practices is the Life-Cycle Team. The
Life-Cycle tearn concept has proven to be a vital benchmark to Sprint’s Quality
success. As part of Sprint’s quality program across all Sprint business units, Sprint
Relay has a dedicated Life-Cycle Team to support Relay Colorado. The team
supporting Relay Colorado is exclusively responsible for Relay Colorado’s TRS and
CapTei Sefvice im p%ementation quai'sty sewices ané future product Ennova’tions
ncreases,the Ltfe-Cycie Team and support personnei wuii increase proporttonately.
The Life-Cycle Team consists of, but is not limited to, the members shown in the
following table

Relay Colorado Life-Cycle Team

Supemses a team ofﬁccmmt Maméérs with. regar:is o ccrrtra:tdgﬁverabses and ’
Teltcommunications Relay Servige posic%m : :

) - 3
R Sprint %
Support Outreach and 711 marketi ng géans for the State. L o [——
Supports the Account Mamgsaz w:t}z service complaints and !esakmms

- Sales Executive for exsstmgfnew senekes and product en?xantements Ensureﬁ
tomer satisfaction and provides direct support to the State aﬁd the o
Commission regarding QaahtyAssmame '

pordinates planning and ampiemmta&mn ﬁsr Relay Service ancé pmd&ct
enhancements. . )

Relay Colorado Life-Cycle Team

- Pregares and su?}m%&:s__bii%éﬁéé minutes for service monthiy.
Upon request by the Coramission, prepares ad hoc reports.
- Overseesbilfing & collections.

. Ensures all necessary Soring resourcds a1z avallable to the Le-Lyde Team. First
> levelof escalation for 3l sales-related issues.

Colorado Support Team
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Deveig;:s new mmvaﬁmm for the ?efemmmun atmﬁs Reiay Semce,
T including Caprel i Reiay, RCC and VRS, platfarms.
Primary interface wa_‘th_-t?}e TRS Industry, tHe FCC,

Netwcfﬁ Dassgn Engmeer far Spﬁm: Rgiay
Responsible for designand engineering soluticns as msﬂ a8 prmadmg
eagmee?mgsa;:;mrt fcz netwerk pptimizath : -
. ?utm;’:s, :

Cai! {Ienter Er&gmeermg and lmgiemen’tatim
Responsible for the systems engineering and msta!iatlan of i'he TRS Calt
Centers, .
Responsible for project spending including the initia} capital budget approval
: frocess.

Manages of Elient Support and provides maintenance support.
Supervises Analyst and Techniciansthrough out the Sprint Relay network.
Responsible for malntaining hardware and providing first and second level

technical support:

e ;ys,v;‘i-'

,;“’ 7>, o» e
e
e

},

Manages TRS Cail Center Engineerinig and impleentation,
Responsible for désigning and developing new énhancements and
tectinologies For the TRS platform, testing and tm;ﬁ%mem*atmﬁ systems
‘network and capacity managerent.

Oversees subcontract agreements betwesn Spritit and Vendors,

Manages 24/7 Customer Service for Relay users.
Accepts commendations and complaints regarding service and technical
Issues for end users.
Provvides information about the Relay Service and TTY equipment.

Relay Colorado Extended Life-Cycle Team
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@ Spirint Relay Management Spproach with Subcontractors

Sprint and it contractors have long-standing relationships by which we, together
provide TRS for State and Federal customers. These relationships are delineated
formally by contractual terms and conditions, and personally by the working
partnerships formed through day-to-day management of the services.

Sprint, for example, conducts frequent regularly scheduled meetings and ad hoc
sessions with the contractors providing Call Centers. This hands-on approach
allows Sprint to proactively manage Call Center services to meet and exceed the
operational standards mandated by its customers and in conformance with the
performance specifications Sprint requires of its contractors.

5.4.2 Offeror resources.

The Offeror, together with any contractors, must demonstrate that they have the
financial resources to perform alf requirements of this RFP.

The Offeror must demonstrate that they can financially carry out all start-up and
expansion costs to provide the State’s TRS for the first two months before it receives
reimbursement from the State under the normal billing/payment process without
endangering the Offeror’s financiol stability. The Offeror must demonstrote adequate
[financial funding and technical abifity to handle the relay calls that will be generated by
the State including increases in call volume each year. The Offeror shalf also
demonstrate that they have the depth of personnel resources necessary to carry cut ol
aspects of this RFP within existing financial constraints.

The Offeror will be required to show financial statements from the last three years or, if
the Offeror has not been in business for three years, since the business began.

Sprint has the financial strength to fully support the Relay solutions offered in this
proposal, maintaining some of the best financial health in the telecommunications
industry. On August 12, 2005, Sprint and Nextel Communications Inc. completed their
merger, forming Sprint Nextel Corporation. For 2005, Sprint Nextel reported revenues
on a pro forma basis of $44 billion, up 8% over 2004 revenue. Sprint maintains
investment grade ratings with $103 billion in assets, $7.5 billion in cash and
marketable securities, and $4.5 billion in available credit as of March 31, 2006.

Sprint Nextel has its corporate headquarters located in Reston, Virginia, and its
operational headquarters in Overland Park, Kansas with approximately 62,500
employees.

Sprint offers the most stable and financially secure TRS in the industry. Unlike other
TRS Vendors, who have recently attempted to seil or discontinue their TRS portfolios,
Sprint has been committed to TRS since the inception of Relay Texas in 1990. Sprint
has significant diversity in our product offerings compared to other TRS Vendors, and

Sprint ,,53“

Tergoeches with REKTE
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is in the position to weather down-turns or unexpected market trends in the industry.
Sprint has demonstrated it's commitment by continuing to lead the market in
investing in new technology and in fulfilling government commitments.

Sprint has provided its 10K and Annual Report for the last 3 years which attests to
Sprint’s financial stability in Attachment S.

B subcontractor Financial Stability

Sprint’s Subcontractor, CSD, Communication Service for the Deaf, a not-for-profit
organization founded in 1975, provides telecommunications Relay service for a
number of States and operates a nationwide video Relay service, along with an
array of human services. CSD has 42 office locations across the nation, with 3,300
employees, generating over $86 Million in revenue. CSD’s audited financial
statements are included as Attachment S.

As a long time provider of TRS and as a Subcontractor to Sprint, CSD has
demonstrated its continued commitment to providing TRS service, plus offering
enabling services to a broad and diverse community including individuals who are
Hard-of-Hearing, Deaf-blind, hearing and/or have speech disabilities.

Sprint 9’@

Togttner Wi NEXTEL

5.4.3 Offeror experience providing relay services.

Offeror shall provide sufficient information to allow the evaluation committee to
determine the scope of the Cfferor’s experience that would enable them to provide the
types of services described in this RFP. The Offeror shall describe aif experience they
have had in providing Traditional TRS, Captioned Telephone TRS, and other TRS, such as
Internet Relay, Video Relay, and Wireless Relay. Two or mare year’s experience in
providing a state TRS is desired.

Sprint entered the Telecommunications Relay Service market in 1990, providing TRS
to the State of Texas through one Call Center in Austin, Texas. Today the Sprint Relay
Network encompasses 14 domestic Call Centers throughout the United States and
one international Call Center in New Zealand. One of the key components behind
Sprint Relay’s growth and success is the continuous involvement of Sprint States
(STARS) and Relay users and their resulting ownership of the product.

Sprint Relay has conducted consumer advisory committees and focus groups to
collect feedback on how TRS and C(apTel should be provided and how the service can
meet and exceed Relay user’s needs.
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As a direct result of these efforts and through our own initiatives, Sprint Relay has
introduced over 240 product enhancements to the Sprint Relay platform. Many of
Sprint Relay ‘firsts’ listed below were accomplished with the support and cooperation
of Sprint States and Relay end-users:

» 24-hours-a-day, 7-day-a-week Customer Service
¥ Access to 900 Numbers

» - Automated Billing with Detailed Reporting

» Automatic Error Correction (Spell Check)

Automatic Number Identification Database

v'%f

#» Branding of VCO/HCO Call Types

%.&'

Carrier-of-Choice Functionality
» Customer Branding
» Customer Database profiles

E-Turbo / Dial Through™

%

%f

Hearing-Carry-Over Enhancements

» ldentification of Background Noises

%

Identification of Customer and Relay Operator Gender
» Intelligent Computerized Relay Operator Workstations
» Regional 800/888/877/866/855

# Scroll Back for ASCil and HCO Users

# Spanish-to-Spanish and Spanish-to-English translation
= Speech-to-Speech

» Speech-to-Text Trial (CapTel)

# Sprint Relay Conference Captioning

» Variable Typing Speed

#=  VCO Gated Calis/Centers

» Video Relay Service

» Voice Call Progression

»  Voice-Carry-Over Enhancements (No Typing)

Sprint ,f

Togtther with NEXTIL
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® Captioned Telephone

On January 1, 2004, Sprint was the first Relay provider to begin providing
full CapTel Relay Service nationwide. This service is fully complaint with the
FCC minimum requirements for CapTel and is offered as a full-fledged
feature of its TRS. Sprint is most experienced CapTel provider in the nation
with 29 State contracts plus the Federal Government. Sprint assures the
following services with the provision of CapTel Services:

# 711 Dialing access for Voice Inbound Callers
# 557 Caller ID

E911 Access

¥

Carrier-of-Choice {(COC} options

v

!

900 Pay-Per-Call

# Spanish-to-Spanish Captioning

Sprint ;;*

ogathes with MERTEL

%f

2-Line CapTel

# LEC Calling features (Call Waiting, Three-way calling)
¥ CapTel Customer Profile Database

» CapTel USB port

Sprint, Relay, along with the CO PUC launched CapTel services in the State of
Colorado in March, 2006. At that time, a full-time CapTel Account Manager
was hired to manage the CapTel Marketing and Outreach effort.

Colorado became the 20" State to begin providing CapTel services, prior to
the FCC to mandate, which determined that CapTe/ was a VCO
enhancement. Hard-of-Hearing Coloradoans have commended the State’s
proactive approach and applaud the CO PUC’s foresight.
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Sprint’s CapTel Presence

@ internet Relay

Sprint launched Internet Relay {Sprint P Relay) nationally in July, 2002 at
the Deaf Way il International conference in Washington, D.C. Sprint [P Relay
is available via www.sprintip.com combining Relay with the ease and
ubiquity of the Internet. This allows users to make calls from any Personal
Computer (PC) and multi-task while using the internet without the use of
traditional TTY equipment. Sprint IP Relay is available in three languages —
English, Spanish, and French.

Sprint fy

Topenue with HATEL

Sprint meets all minimum FCC standards regarding Internet Relay. The
growth of this product has been phenomenal in the past few years. The
marketplace has become very competitive and unpredictable, which
prompted Sprint to upgrade its IP Relay product (formerly Sprint Relay
Online) to enhance the customers’ experience and satisfy their Relay
requirements. Those enhancements are as follows:

# Disallowance of Spanish-to-English and English-to-Spanish translation
» Disallowance of International calls

» implementation of the [P Address blocking feature

» implementation of the inappropriate Call Intervention Program

» Expanded platform compatibility and enhanced features

» Instant Messaging capability

Sprint is honered that so many Coloradans choose to use Sprint 1P,
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Sprint IP minutes-of-use (MOU]) are currently reimbursed through the
Interstate TRS Fund and are not charged to the State.

| Sprint 1P Using AIMT [AOL Instant Massenger ™)

with the power of Internet access from PCs and wireless devices and
equipment that power AIM®.

¥ I3 with SpeintiP

Sprint ,@

Ttk with S L

With use of Internet or AOL AIM® via Sprint IP Relay, users are able to
request Spanish language. Should the customer require a language than
English (default), the customer may type:
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This will trigger all menus and application responses to be returned in
Spanish, as seen on the screenshot below:

v

¥

W

Y

A e PR (T deganed
T SpewtiB 36 1R,
£ Brenverade 3 Sprint 1P Felay

b} Eacebe MED para rdonvecin sobre lns seracios.

1 Ezcrbe HELP pars comumcarse con on representants gal
3 Seracm af Clente.

7 Type ENGLISH to use serdce iy Englioh

¥ Eocribe EM para terninar T2 Hamada del refeve

§ Par tavor opemer Tos 10 digites dal mimen de teidne nciuyando
1 o codgo gt drea du la persona a quien desea Bamar

bow v v B2 0 s e Qe B
§1

Sprint introduced the VRS concept to the State of Texas back in 1995
and implemented a one-month trial of VRS.

In 2002, Sprint teamed with CSD, the nation’s largest non-profit Deaf
organization, launched the first nationwide Video Relay Service at Deaf
Way il International Conference in Washington, D.C.

In 2004, Sprint launched the first VRS contract with the Federal

government to provide customized Video Relay Service to its employees
and retirees.

In response to customers’ demands, Sprint began offering VRS 24
hours-a-day, 7 days-a-week, expanded VCO and Spanish options in
November 2005.

Sprint VRS is the communication mode of choice for people who utilize
American Sign Language as their primary language.

fn duly 2003, Sprint and (5D received the Robert Weitbrecht Award from
Telecommunications for the Deaf, Inc. (TDi} for its pioneering efforts in
VRS.

Sprint meets all minimum FCC standards regarding Video Relay.

Sprint %

Eopethes with MEXTEL
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The growth of this product has been phenomenal in the past few years. The
marketplace has become very competitive, which prompted Sprint to
launch numerous product enhancements such as:

+ PC webcam access {sprintvrs.com)

+ Videophone access (sprintvrs.tv)

....... « Dedicated VCO gate (sprintvrs.com, sprintvrsvco.tv)

+  Dedicated Spanish gate (sprintvrs.com, sprintvrsspanish.tv}

= VRS Mail
« My Sprint VRS (dedicated Inbound 800# for Voice callers)

= VRS Customer profile

= VRS Customer Service in American Sign Language

Sprint ﬁx Sprint is honored that so many Coloradans choose to use Sprint VRS,

Tageshes el NEXTRL

VRS minutes-of-use are currently reimbursed through the interstate TRS
Fund and are not charged to the State.
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® wireless Relay

Sprint Relay launched our first-ever wireless product in March 2006 with
Wireless IP Relay. Sprint Wireless IP blends the easy-to-use capabilities of
Sprint 1P with the power of a Biackberry wireless device. With Sprint
Wireless IP Relay, the customer can place a Relay call through an internet
connection on any Blackberry wireless device that has an operating system
of 3.7 or higher. This product allows users to access Relay from the park, a
restaurant, or even the airport ~ anywhere a wireless device has access to
the internet. Sprint IP Relay Wireless conversation minutes-of-use are
currently reimbursed through the interstate TRS Fund and are not charged
to the State.

Sprint ﬁ‘

Zagethry weith NEXTEL

[Wa

print "On the Move”

For the past fifteen years, Sprint, as a traditional telecommunications
provider, has developed a wide array of wireline product lines.

Sprint Relay followed suit in its development and introduction of its five
wireline product lines:

> Traditional Relay
» CapTel

# internet Relay

» Video Relay

# Relay Conference Captioning.
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As a result, Sprint is the leading Relay service provider that offers a true
Total Relay Solution package to its State government customers and Relay
consumers.

The State of Colorado and the consumers of Relay Colorado have been part

2 i

of the Sprint Relay’s “On the Move” initiatives.

When the merger with Nextel Communications was completed in August
2005, Sprint redefined its mission: “We will make digital life simple, instant,
enriching and productive by delivering a seamless and superior customer
experience”.

# Sprint is responding to the changing ways our customers choose to
integrate communications and information. At Sprint, our vision is a world
no longer restricted by lines and cords. Customers can move from their
office to home, from their home to anywhere with total, uninterrupted,
fast, and secure communications, offering one seamless, total
communication experience.

) » Sprint is converging its wireline and wireless IP networks in the
Sprint % development and delivery of innovative products and services for
T government customers and consumers.

# Sprint is positioned for growth through its focus on mobility — allowing
customers to do what they want, when they want, where they want. This
includes Relay users as well.

& Sprint believes that mobility goes beyond wireless. Mobility is enabled by
Sprint’s wireless and wireline networks, with continued emphasis on its
global IP network as a key enabler of Sprint’s collective set of mobility
services.

= Unlike its competitors, Sprint adheres to a well-defined, well-articulated
broadband network strategy with a focus on meeting customers’ needs for
integrated voice, video, data, and Internet services.

= Sprint takes an integrated approach to meeting customers’ demands and
will continue to pursue its vision of being g forward-oriented, customer-
focused company—uan agent of change in a rapidly changing environment.

Sprint Relay will continue to be part of that Move. Sprint Relay has a
dedicated wireless Business Development team to ensure that Deaf and
Hard-of-hearing users will continue o reap the benefits of new wireless
services and technologies.
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& wirsless Phones

Sprint works closely with a number of handset manufacturers to obtain
easy-to-use phones that incorporate features and functions that assist Hard-
of-Hearing, Deaf, Speech-Disabled, Blind, Visually-impaired, Physically-
Disabled and Cognitively-Disabled customers.

Examples of accessibility features include tactile marking of the "5" key,
large font display, vibrating ringer, one-touch dialing, etc.

Virtually all PCS phones sold by Sprint are TTY compatible. Sprint has also
worked closely with manufacturers to introduce several phones with voice
output that enable Blind and Visually-Disabled customers’ greater access to
wireless telecommunications.

B Wireless airtime usage applies to 711 calls

In cases of emergencies, users may dial 911 from their wireless devices. 711
calis will most tikely be routed to a Relay Operator from the State in which
the call was originated, but some calls may be connected to an adjacent
State's TRS.

@ Accessibility for All Product Development Team

Sprint's wireless Product Development team is collaborating with Sprint’s
‘Accessibility for All Product Development Team’ to provide feedback and
input on upcoming innovations for Deaf and Hard-of-Hearing consumers.

The following outlines Sprint’s future commitments in wireless services for
Relay consumers:

B Wireless CapTel

Sprint, as one of the largest wireless Carriers, is in the unique position of
having the resources and partnerships to provide a wireless CapTel
application.

Sprint and Ultratec are currently evaluating the feasibility of this exciting
technology. Together, we are striving to make Wireless CapTel a reality and
put Sprint in a unigue position to offer it in the State of Colorade.

Sprint éég“

Togtthes with REXYEL
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B wireless Video Relay
Sprint is already making choices that reflect a wireless future and is
investing in the next generation of wireless technology — fourth-generation
or ‘4G technology’. The 4G technology will support peak data download
speeds of approximately 20 Mbps {megabits-per-second), with average
user data rates between 1 Mbps and 4 Mbps. That is 10-fold to the current
third generation technology with Evolution-Data Optimized (EV-DO}
download speeds of 400-Kbps (kilobits-per-second) to 700 Kbps. Current
speeds enable customers to surf the web and to download mobile music,
games, and television from anywhere they have cell phone coverage. With
the 4G spectrum, Sprint Relay believes that wireless Video Relay will
become a reality.

Forapplicable experience, provide a description of TRS, the state in which they were
performed, and the names and phone numbers of SRAs or other persons with the
serviced entities responsible for evaluating the quality of TRS rendered and compliance
with the contractual obligations. Offerors currently providing TRS for other states should
provide current call volume data to provide a context for the provision of TRS to Colorado.

Please see Attachment T—TRS and CapTel References, which is a comprehensive list of
all Sprint Relay contracts and contact information.

5.4.4 Responsiveness to the views of TRS users.

Offeror shall describe its commitment to meeting the telecommunication needs of TRS
users and to its commitment to understanding the varied cultures of TRS users.

The success of Sprint Relay, which has grown to become the largest provider of TRS in
the world, is due in large part to the involvement of Deaf and Hard-of-Hearing
employees who are themselves users of the service. As a leading global
communications company, Sprint embraces a culture of inclusion that brings to bear
the best of every employee. Sprint values and leverages diversity, different points of
view and collective wisdom. Diversity and inclusion promote creativity and
innovation that not only sustain a competitive advantage, but also fuel growth, and
achieve superior market performance.

Sprint is the leading employer of Deaf and Hard-of-Hearing people in the TRS industry,
emploving 45 Deaf or Hard-of-Hearing team members. These team members have
greatly influenced the development and guaiity of Sprint Relay's products and
services. These employees, along with their spouses, children, parents, and siblings,
have the same communication needs and concerns as our consumers. Sprint also
employs Blind and Visually-Disabled CAs, providing adaptive equipment to assist in
this function. The Sprint Relay Team lives and works within the Deaf and Hard-of
Hearing communities we support. As daily users of Relay services and CapTe/
ourselves, we are fully committed to the excelience of these services.
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Sprint

Togeher with NEXTEL

Sprint exemplifies its commitment to improving the quality of life for
individuals with disabilities.

Sprint understands that technology can greatly enhance the lives of people
with disabilities. Sprint is committed {0 enhancing telecommunication access
in order to become functionally equivalent. Sprint continually strives to
improve the accessibility and ease-of-use of telecommunications for all
consumers across ail divisions of Sprint. Specifically, Sprint’s wireless division
has worked hard to provide wireless options for individuals with disabilities.
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W PCS Phones

Sprint works with a number of handset manufacturers to obtain easy-to-
use wireless phones which incorporate features and functions to support
the wireless needs of Hard-of-Hearing, Deaf, Speech-Disabled, Blind,
Visually-impaired, Physically-Disabled, and Cognitively-Disabled customers.
Features which have been implemented to improve telecommunication
accessibility include:

» Voice activated dialing

» Adjustable contrast screens

Y%/

TTY Compatibility - Virtually all PCS phones sold by Sprint are TTY
compatible.

L%

Large Fonts display

%{

Identifiable “5” key

¥

Sprint Text-to-Speech capability

Togehet with NEXTEL

# One- and two-touch dialing

¥

Ring tones with varying freqkuencies

L4

Tactile and tonal feedback from keys

w‘f

Voice Note voice recording
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Sprint’s Voice Command service is an expansive network-based voice
activated dialing platform that is particularly beneficial to Blind, Visually-
Impaired, and Physically-Disabled customers because it reduces key
punching and reliance on handset display information otherwise required
to make calls.

Voice Command goes far beyond voice dialing to include advanced features |
such as: e-mail access, customized voice updates on such topics as: news,
sports, weather, and more.

Certain Disabled customers are eligible to receive free Voice Command
service.

B Sprint Messaging Services

Sprint offers an array of messaging services that enable Deaf, Hard-of-
Hearing, or Speech-Disabled customers to send and receive messages via
their PCS Phone.

. Sprint 5533“*’
Messages may also be sent from a PC to a PCS Phone via S
www.sprintpcs.com,

Deaf, Hard-of-Hearing and Speech-Disabled customers can be notified of
incoming messages with a visual and/or a vibrating alert.

» Sprint PCS Mail — Offers full function e-mail service utilizing the wireless
web.

» Short Mail - Offers wireless web-based text messaging.

W

SMS ~ Offers two-way browser less text messaging.

> Instant Messaging {IM) ~ Offers wireless web-based access to popular
IM clients, including AOL and Yahoo!

» Wireless Chat ~ Offers instant text communication with others from
around the country and around the world and is available on Sprint PCS
Vision phones,
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Business Connection Service from PCS allows users secure, real-time access
to business email, work calendar, company directory, and personal contacts
via the PCS Phone. This is another exciting service that has particular
benefits for its Deaf and Hard-of-Hearing customers.

B Heuaring Ald Use with PCS Phon

Sprint & i
e Hearing aid use with digital wireless phones may be challenging for some

customers while other customers experience little or no difficulty.

Not all wireless phones produce the magnetic field necessary for the
handset to “couple” with the hearing aid's T-coil. However, a growing
number of handsets do produce a magnetic field of sufficient strength to
interface with the hearing aid's T-coil.

Eltmrrats Forreo ot BAntarinie
B slornate Farmat Materizk

» PCS Phone User Guides - Phones sold by Sprint come with a hard copy
User Guide, and www.Sprintpcs.com contains User Guides in 3
downloadable Adobe Acrobat™ format.

Sprint’s PCS phone manufacturers have User’s Guides available in Braille,
large print or other alternate formats.

# Sprint Invoices and other materials - Sprint makes available to its
wirgless customers billing statements and other printed materials in
aiternate formats including Braille and large print.

~ Free Directory Assistance and Voice Command ~ Sprint is proud to offer
Blind, Visually-Disabled and physically Disabled customers up to ten
{10} free Sprint PCS Directory Assistance calls with Call Completion per
month, in addition, Sprint will automatically provide free Voice
Command service to certified customers.
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Section 6: Proposal instructions, Evaluation and Award

This section supplements paragraph 3.8, “Evaluation and Award,” in the Colorado
Solicitation Instructions/Terms and Conditions that are gvailable through the link on the
B1DS selicitation page.

Sprint has read and understands.

6.1 Submission and General instructions

Proposals must be received on or before the date and time indicated in the Schedule of
Activities. It is the responsibility of the Offeror to ensure that the Colorado State
Purchasing Office receives the proposal on or before the proposal opening date and time,
regardiess of the delivery metnod used.

Submit one original and Five (5] copies of the proposal, as well as an electronic copy on a
CD in Word or Adobe Acrobat POF format. The proposal package shalt be delivered or sent
by mail to:

Department of Personnel & Administration
State Purchasing Office

£33 17th Street, Suite 1520

Denver, (O 80203

Attention: Judy Giovanni

The proposal must be signed in ink by an officer of the Offeror who is legally authorized
to bind the Offeror to the proposal. Proposals, which are determined to be at g variance

with this requirement, may not be ng;}mff‘ A proposal signature page has been
pf{wéa‘eci on the BIDS Solicitation Page.

Preposals must be submitted and sealed in a package with an appropriate label affixed.
The label must show the following information:

Offeror's Name
FPIG-00001-07
Proposaf Due Date gnd Time

Tl I
i7 LY &
unnecessarily elaborate proposals, is

J:;wwm;;ed

Sprint has read, understands and has complied.

Sprint’ ﬁff
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£.2 Evaluation Process

A review committee will evaluate the merits of the proposals received in accordance with
the evaluation factors stated in this RFP and formulate a recommendation. During the
evaluation process, the evaluation commitiee may, at its discretion, reguest any one or
all firms to moke oral presentations or answer guestions about their proposals. Not ail
offerors may be asked to make such oral presentations.

- Sprint has read and understands.

Offercrs shouid not assume that they will have an opportunity for oral presentations or
revisions of proposals, so they should submit their most faveorable proposals as their
initial proposal.

- Sprint has read, understands and has complied.

if award is not made upon receipt of initinl proposals, offerors in the competitive range
{those most responsive to the requirements and reasonably susceptibie of being selected
Jforaward) may be provided an opportunity to make an oral presentation. The
competitive range aetermination will be based on the written proposals, so offerors are
cautioned to insure that their proposals adequately convey the soundness of their
approach and understanding of the requirements. Any presentations that are held may
consist of an offeror briefing or demonstration concerning its technical approach as well,
and the offercr should address any clavifications and deficiency items that may have
been identified in advance by the State. If proposal revisions are permitted after the
conclusion of otal presentations and discussions, a date will be established in writing by
the State for submission of best and final offers. Revisions will be made by “change
page” to proposals. Offerors will not be provided an opportunity for comprehensive
proposal revisions.

Sprint has read and understands.

Failure of the offeror to provide any information reguested in the RFE may result in
3 g E - 1
disqualification of the proposal. This responsibility belongs to the offeror.

Sprint has read and understands.

e

Tha
ih

wnend the offeror whose
ais available monetary

fig specifications within this BFP represent the minimum performance
£ # )

proposal is

FESGLEITYY

Sprint has read and understands.
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The State reserves the right to have the sefected offeror conduct a proof of concept to
ensure that the vendor ras the information system capability to conduct the work
outlined in this selicitation.

Sprint has read and understands.

Following independent review and panel discussion of the written proposai and any oral
presentations and/or best and finals that may be conducted, the proposal deemed most

advantageous to the State will be formally recommended to the Department of
Personnel & Administration, State Purchasing Cffice for award.

Clarified by the Siate:

The State intends to issue the Intent to Award Letter prior to September 117,

Sprint has read and understands.

While a numerical rating system may be used to assist the evaluation committee in
selecting the competitive range (if necessary) and making the award decision, the award
decision uitimately is a business judgment that will reflect an inteqrated assessment of
the retative merits of the proposals using the foctors and their relative importance as
disclosed in the RFP.

Sprint has read and understands.

6.3 Evaluation Factors

The evaluation criteria/factors listed in order of importance are: Technical Component,
Managerment Component and Cost Component:

Clarified by the State:

The following factors will be assessed in qualitative terms and in the following in
decreasing order of importance:

Technical
Management

{ost

Sprint s

Topethes Wi NEXTEC
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6.3.1 Technical Component {Responsiveness to the Statement of Work).

Soundness of offerors approach to the Statement of Work in Section 4 and how well the
proposed approach reflects an understanding of the needs of the State of Colorado. Fach
of the paragrapns and subparagraphs in the Statement of Work Section of this RFF,
starting with paragraph 4.2, wili be rated. The Committee will evaluate each proposal’s
response ta each paragraph and subparagraph and assign a rating

Sprint has read and understands.

6.3.2 Management Component (Qualifications and Track Record of the Offeror).

As specified in Section 5.4 of this RFP, evaluation will be based on the following factors:
{1} Description of Offeror, contractors and management approach

{2 Offeror resources

(3] Offeror experience providing TRS

4} Responsiveness to the views of TRS users

Sprint has read and understands.

6.3.3 Cost Component.

The State desires low cost per call. Therefore in both categories, Traditional TRS and
Captioned Telephone TRS lower priced proposals will be given higher ratings.

Sprint has read and understands.
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Appendix A: Relay Colorado TRS and Captioned Telephone Statistics

Appendix A: Relay Colorado TRS and CapTel Statistics

FY-g5 Total
Mionth Minutes

ﬁ%ﬁ?{ Sl

58,672

58,013

52273 ' : '
57,166

57,233
55,107

53785

FY-08
Month

17,671
20,443
19,959
20575
21,443
w13

e
s

Clarified by the State:

&

The State does not have flgures availabie in the format indicated (n Appendix A for
Spanish and French call volumes. However, the following information is available:

Mumber of Spanish cutbound calls: 31

Number of French putbound cpfls: 0

Sprint’ ?’

Topaner with NEAYEL
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Appendix B: Standard Relay Product Features

The State and TRS users currently consider the services listed below to be standard
features.

1. Answering Machine Retrieval

This feature allows TRS callers to retrieve their answering machine or voice-mail
.....messages through the CA. : : -

2. ASCli Split 5creen

This feature alfows High Speed ASCll computer users and CAs to type and communicate
more clearly and guickly. Simitar to voice-to-voice conversation, it provides the interrupt
capability, when appropriate, for the ASCil user and the voice party.

3. Automated Number Identification (AN} Technology

Sprint 353“‘

Tt witt: MEXTEL

ANI s the telephone number of the line initiating a call. The number is identified by the
switch and passed over the network to the CA workstation.

4. Background Noises

During the call, TTY callers will be informed of background noises through the CAs typing
in parenthesis.

5. Beeper and Pager access

Beeper and Puger access provides functionally equivalent pager calls, which are made to
beepers and pagers, interactively and non-interactively. Calls are relayed between
interactive paglng services and the TRS users. For non-interactive paging services, colls

¥

are made to leave specific nuneric information to accomplish those calls,
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&. Branding of Call Type ~ Temporary

System datobase ability to answer the incoming call based on the previous call’s
communication mode {TTY, Voice, ASCH, VCO, HCO, Spanish, Turbo Code, Deaf-8Bfind).

7. Branding of Call Type - Permanent

System database abﬁiz}' to brand the caller’s preferred commurication mode — TTY, Voice,
ASCH, vCO, HCO, Spanish, Turbo Code, Deaf-Blind — permanently.

8. CA Typing Speed

This is text transmission of 60 words per minute.

9. CA 10-minute In-call replacement

Sprint ’?”"

Tergetter vefth NIATIL

CAs are required to stay with each inbound TRS call for a minimum of 10 minutes and
with each inbound STS call for minimum of 15 minutes

10. Caller ID
Thisis a network-based S57 Caller ID feature. Relay calls placed through the Relay

network wilf provide the originating calling party number (ANI), or Caller [D information,
through the local exchange carrier for all local and most long distance calls.
- ,

11. Call Response Time

Calls answered 85% of the time within 10 seconds daily, It measures the Hme it takes
the call to hit the CA position from the relay center call controiler switch.
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12. Captioned Telephone
Captioned telephone is considered to be an enhanced form of V(O that utilizes a

captioned telephone unit or computer and utilizes voice recognition technology by the
CA to transcribe almost instantaneously on the unit/computer screen.

____________________ ... 13. Carrier of Choice

This is a system database that allows TRS callers to choose their preferred carrier for
intrastate, interstate, and international calls.

14. Celiular/PCS Phone Access

This allows the TRS Cellular customers to reach the TRS 800 number(s; to complete
refay calls.

Sprint
15. Choice of Gender ——

Retay will accommodate requests for specific CA gender at the beginning of the call or,
during a CA transfer.

16. Customer Database

Allows the TRS callers to enter specific information in a profile, i.e., carrier of choice,
emergency numbers, last number redial, customer notes, frequently dialed numbers,
etc, to expedite their calf set-up time.
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17. Custamized 800 Access
Relay Colorado has dedicated toll-free 800 access numbers:
TTY 800659 2656
Voice 800 659 3656
§ speech toSpeech 877 659 4279

VCO Gate 877 659 8260

18. Name and Address

This provides for the callet’s name and address. Available information could save
valuable time when calling for emergency service.

Sprint ﬁ"

Togemer with REXUE,

19. Long Distance profile

Caller's preferred carrier for In-State and Out-of-State long distance calis. Callers afso can
indicate their preferred billing option when placing long distarice calls.

20. Frequently Dialed Numbers

12

Upto 10 numbers, it allows “speed dial” calls through the TRS,

21. Qutdial Information

it aliows the CA fo be aware as o how the caller will answer the phone and in which
language type they will communicate.

22, Customer Motes

It informs CA of special requests to handie your call, i.e., do not announce the service,

s P Y § g i
sreferred operator gender, etc.
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23, Outdial Restrictions

Callers may restrict the type of call, ie., long distance, International, 200, etc,, o be
placed through the TRS.

24. Emergency Numbers

Callers may enter emergency numibers such as fire, doctor, police, etc, to expedite the
emergency call processing.

25. Deaf-Blind Pucing (Slow-typing)

The system provides functionality that automatically slows the transmission of dato to
Deaf-Biind users. The default speed is 15 wpm and the speed can be increased at the
caller’s request in 5-wpm increments.

28, Delayed Call Announcer{Generic)

This feature alerts TRS callers that they are on-line and on hold for the next available CA
when the call is not answered within 30 seconds. The message is, "WELCOME TO RELAY
CENTER PLS HOLD FOR NEXT AVAILARBLE CA”

27. Dialed Number Verification

This feature echoes the number caliing to and the call type in the TTY dial string macro.
This feature re-verifies the colled number being dialed to ensure the accuracy of the type
of call being placed.

28. Directory Assistance{lntrastete/interstate}

Sprint 43*

Sogerhes with NEXTED
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28. Emergency Calls (F911)

Throtgh Re!ay" £911 database, this service allows TRS to forward the call to the
approprigte Public Safety Answering Point as guickly as possible.

Enhanced Modems
New modems have been deployed to support enhancements in ASCH communication

protocols. The capabilities of these new modems include auto detection; connections
with modems up t0 19.2k; and faster ASCi detection (3 seconds).

31. Error Correction
TRS workstations are equipped with the Error Correction capability to automatically

correct common typograpnical errors and spell out abbreviations while increasing typing
speed and reducing conversational minutes.

32, Gender ID

This feature provides the gender of CAs in the TTY/HCO/VCO greeting macios.

33. Hearing Carryover (HCO)
HCC allows speech-disabled or mute users with normal hearing to listen to the person

they are calliing. The HCO user types his/her conversation for the CA to read and voice to
the standard {(voice] telephone user.

34, HOG-HOO

Appeadiy B Standard Relay Product Features 282
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25. HCO Permanent Branding

The permanent branding enables HCO callers to listen during call set-up. The HCO brand
greeting macro is: TRS 1234F YOU MAY HEAR VOICE OR USE TTY GA

36. HCO-TTY

reading/voicing the TTY user’s typed message. The HCO user types their conversation
directly to the TTY user.

37. Inbound international

From any International location outside the United States, TRS, §TS, and Spanish catlers
can reach the TRS through the International inbound 10-digit number, 605-224-1837.

Sprint /%
38. Intelligent Call Router pe——

A dynamic call router technology that automatically and seamlessly routes TRS calls to
the first available English or Spanish CA in the network.

39, Intercept Message

This feature provides intercept messages in voice and TTY in the event of a system
failure occurrence within the TRS switch, center, or cutbound circuits.

40. Last Number Redial
The TES users can request the CA to redial their last number. TRS is designed to store the
user's lgst number dicgled grd Itis digled upon the user’s command,

AST NUMBER REDIAL PLS GA  or "ENR GA”.
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41. LEC Calling Services

Trrough the Customer Database feature, it aliows the TRS callers to have traditional LFC

| services, e, Call Block, Frequently Called Numbers.

42. Local/Extended Area Service

Callers who subscribe to an extended area service plan will receive equivalent service

through the TRS.

43. Machine Recording Capabilities{"Hot Key" Interactive Voice Response)
This feature reduces redials when CAs receive audio-text interaction machines. in most

cases, it aflows the calfers to receive ait of the information on the first cail. it eliminates
the number of redials.

44, Regional 800/888/877/866/855

This feature aflows the TRS callers to reach the in-state 800/888/877/866/855 toll-free
numbpers,

45, Roaming Service

This feature altows relay colls to originate and terminate outside of the State.

46. Spanisn to Spanish

Spanish servf-f:z?at; w;’f Ich provide Spanish 1 3;3&%5 Smm’sh to English, and English to
s A with Jsmagmf‘ fvgj cie The CA worksialion s modified to
4 f’ inctions to the a”:;sfs&‘f i ,;,ﬁw‘uw
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47. Speech Disabled Indicator

The command (S} typed by a speech disabled person would inform the CA that a speech
disabled persan is on-fine.

48. Speech-to-Speech
Vig dedicated 575 toll-free af:f:esé, it is the service forspeech disabled customers who

prefer to use thelr voice, with assistance from the CA if necessary, to communicate with
the called party.

43. Text/Voice Transmission

The system’s ability to toggle between inbound TTY, ASCH, TurboCodeTM, and Voice calls.

50. Toll Biscounts

When TTY or Voice calls are carried over the network, in-state toll calls are discounted by
35% Day, 25% Evening, and 10% Night/ Weekend off the intrastate MTS rates and
State-to-state toll calls are discounted by 50% off the interstate MTS rate.

51, Transfer Gate capabilities

The system’s ability to transfer the TRS callers to Spanish gate, Speech-to-Speech gate,
TTY Operator Service piaafsrm and 24-nour Customer Service desk.

52. TRS Customer Service

Gt 2Ax7 bosis, TR users will reach o live TRE Customer Service rf;:sfegers;szzﬁvf, &S
users maoy request for additional mfg;fi.ﬂs{gfsgf? about TRS-reloted servic ]
commendations and cor ipfairits

-
H

!
he toll free numberis 1-800-676- :E‘
ASCH awed 1-800-676-4250 Sponisa,

Sprint fé
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53. TTY Operator Services (0O5D)

TTY Operator Services to complete a TTY to TTY coll; obtain Directory Assistance
information; or receive credit for erronecus billing. The toll free numberis 1-800-855-
40443,

54, TurboCodeTH

Enhanced baudet transmissions speed up to 110 words per minute, (t'lf enaole the TRS
TTY cailers to have TurboCodeTM capability to interrupt during transmission.

55. E-Turbo Code/ Dial Through™

Enhanced Turbo Code/Dial Through technology. E-Turbo transmits data foster than the
current Turbo Code product. it permits £ Turbo TTY users to pre-enter the phone number
and other information to be used through TRS. Once connected to the TRS center, the
information wifl be transferred and processed through the system without CA’s
assistance. It speeds up the relay call set-up therefore enhances the relay experience.

58. Two-line VCO

This feature alfows a VCO caller with two telephone lines to use one line for speaking
directly io the hearing person while the other line is used to receive the CA's typed
responses at the same time. It provides a more natural flow of conversation without
pauses required with single line cails.

7. Reverse 2-Line (D

This feature is sitnilar to Two-line VCO. In R2IVCO, a VO user receives acall froma

voice user ?"f tthen uz’{ff’f@f’?f’?ﬁ_if; the (A second.

LA
"
i
e

iobie Time Starmp Macro

> (macro) enables the TRS caliers to know when their cailed party has
L,.ig{ﬁzzf-?fféf d from the call
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59. Voice Carryover (VCO)
VCO allows deaf or hard-of-hearing people who prefer to use their own voice 1o speak

directly to the party they are calling. The CA will ype the voiced responses back to the
VOO user who can read the typed messages acress the TTY screen,

60. VCO Gated services
Through State’s VCO 800 number access, VCO users’ calls will be routed to primary and

secondary VCO centers where their calls will be processed by a dedicated pool of VCO
CAs.

61. VCO-HCO

VCO users can contact HCO users through the TRS. The VCO user speaks directly to the
HCO user and the HCO user types thelr conversation directly to the VCO user,

62. VCO Permanent Branding

This feature enables VCO callers to set-up the call without typing. The permanent V(O
brand greeting macro is: RELAY STATE 1234F VOICE (OR TYPE) NOW GA

63. VCO-TTY
V{0 users can contact TTY users through the TRS. The VCO user will use his/her own

voice and the CA will listen to the V(O spoken words then type the message to the TTY
user. The TTY user types directiy to the VO user without any CA interaction.

64, VOOVIQ

P o S R Y ey 24 i~ . TeLor Fay, ] i
VOO users con contact other VOO users through the TRS. The CA will listen to VOO users
spedak and type the spoken wo o The parties gt both ends

Sprint P

Yonpchar withs NEXTE,
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65. VU w/f Privacy/NO GA

This is simiflar to the standord VCO feature however; the CA will not hear the VCO cailer
speoking through the TRS. The CA will only type voiced responses back to the VCO user.

66. Voice Call progression

oF busy.

67, Voice Gender 1D

| This feature (macro} informs the outbound TTY caller of the gender of their calier.

68. 900/800 Pay Per Call Services

A toll-free 900 number that allows the TRS users to make relay cails to any 900/800 Pay
Per Call services.

69. 7-1-1 Dialing

With cooperation of Local Exchange carriers, wireless Offerors, and payphone vendors,
Relay will accept 711 Digling calls,
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Appendix C: Sample Contract

A sample contract is included as an integral part of this RFP to list provisions that will be
incorporated into the contract between the State and the successful Offeror for the
Telecommunications Refay Service. Offerors agreeing to abide by the requirements of
the RFE are also agreeing to abide by the terms of the sample contract, so Gfferors
should identify any problems with contract wording in their proposal, o better yet, in
their initial guestions about the RFP so that any inadvertent oversights can be corrected
o prior to'the preparation of proposals. 1t muay be possible to fine-tune some of the wording
in the final contract, but there are many provisions, such as all of those caontained in the
General and Special Provisions pages, that cannot be changed.

Sprint’ jﬁfﬁ
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289 Appendix C- Sample Cortract



Sprint ,éﬁ

Rerner weith RENTEL

Communicate,
Celebrate”
CONTRACT
THIS CONTRACT, maode this dayof . 2006, by and between the

State of Colorado, for the use and benefit of the Public Utilities Commission, a division of
the Department of Requlatory Agencies, 1580 Logan Street, Office Level 2, Denver,
Colorado, hereinafter referred to as the State, and hereingfter referred to as the
Contractor,

V FACTUAL RECITALS. .. P OO PR .

Authority exists in the law and funds have been budgeted, appropriated, and otherwise

made avgilable and a sufficient unencumbered balance thereof remains avaitable

for payment in Fund No. 196, Appropriation Cade G96, and Contract Encumbrance No.
;and

Reauired approval, clearance, and coordination has been accomplished from and with
approprigte agencies; and

Article 17 of Title 40, C.R.S., requires the State to provide a Telecommunications Relgy
Service {TRS) which enables peopie with speech or hearing impoirments to access the

telecommunications system in a manner at or near functionally equivalent to that of
standard telecommunication systerms; and

in response to Request for Proposal {RFP) Number (Exnibit &), Contractor submitted g

| proposal (Exhibit B) that satisfied the criteria of the RFP and the Confroctor was

subsequently recommended by the RFP Evaluation Committee to be awarded the
contract to provide TRS for the State of Colorado; and

NOW THEREFORE, it is hereby agreed that:
1. Purpose:

a. The purpose of this contract is to state the terms gnd conditions under which the
Contractor will provide TRS for the State of Colorads.

o

Captioned Telephone Telecommunications Relay Services (Captioned Telephone
TRS) will follow the same terms and conditions under which the Contractor will
provide TRS for the State except where specifically stated. The Controctor will
ensure that its Coptioned Telephone TRS meets afl FCC requirements including E

- i B e e s Pt L b :
Q11 Biaiing and Caller 1D,

2. Term: The Contract shall be effective upon approval by the State Controller, or
Iei
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The Contractor shall be the proviger of a statewide TRS within and for the State of
Colorado during the term of this contract for g period of forty-fwo months (42}, The
State may require continued performance for a period of one year {12 months), uptoa
total of an additional two years | for any services at the rates and terms specified in the
contract. The State may exercise the option by written notice to the Contractor within
30 days prior to the end of the current contract term in a form substantially equivalent
to Exhibit

if the State exercises this option, the extended contract will be considered to include this
option provision. The total duration of this contract, including the exercise of any
options under this clause, shall not exceed sixty-six (66} months.

3. Price:
a. TRS: The price per session minute for the purchase of the within-described TRS for
the term of this contract shallbe S per session minute. Shouid the State

elect to extend this contract for additional terms, per Section 2 of this contract,
the maximum price per session minute for fiscal year 2010-2011 and 2011~
2012, cannot be increased by more than five percent (5%) over the previous
years per session minute price. The State and the Contractor agree that this
clause shall not be inierprefgd to mean that the State cannat controct with the

Contractor for TRS services for contract years 2010 - 2011 and 2011 — 2012 for
less than gPr?fCE) per session minute.

b. CapTel: The price per session minute for the purchase of the within-described
Captioned Telephone TRS for the term of this contract shalfbe §__ per
session minute. Should the State elect to extend this contract for additional
terms, per Section 2 of this contract, the maximum price per session minute for
fiscal vear 2010-2011 and 2011-2012, cannot be increased by more than five
percent (5%) over the previous years session minute price. If the Contractor and
the State mutuaily agree that @ 5% cop is unrealistic or unfair a formol
amendment approved by the State Controller must be done, The State and the
Contractor agree that this clause sholl not be interpreted to mean that the State
cannot contract with the Contractor for TRS services for contract years 2010 -
2011 and 2011 = 2012 for less than (PRICE) per session minute.

.
o
e
"y
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} actor and the State mutually agree that a 5% cap is unrealistic or unfair for
pither ?z@ ??5 ar CapTel per session minute price, a formal amendment approved by the
State Controiler must be done. Any approved ing rease in the per session minute price

be inline with revised expenditure projections and avallable appropriation.

4. Payment: Payiment pwmans to this contract will be made as earned, in whole or in

port, from available funds which are continuously c?ﬁﬁmﬁﬁﬁfed for the Colorade TRS.
The liability of the State, at any time._ for such payments shail be limited to balance of
the appropriction for the State Relay Service,

Sprint 5*’

Togethe: with WEXTEL

281 Appendix £ Sample Contract




Sprint ﬁ?’

.

Connect. Ths dorument iz printed on recycied gaper §F
Conwnunicate.
Celebrate™

After the close of each month, the Contractor shall deliver an invoice to the State Project
Manager by the ninth (97) of the following menth for the previous month’s work. The
State shall make payment within thirty (30} days of receipt of said invoice,

For Colorado TRS minutes of use, the Contractor shalf submit an invoice on a
mornthly basis for the previous month’s billable minutes multiplied by the
contractual billing rate.

<./ the event this contract [s terminated for cause, final payment to the Contractor .. .. ...
" may be withheld at the discretion of the State until compietion of final audit. A S

final audit must be completed within ninety days of termination for cause;
however, final payment may be withheld until audit findings have been resolved.
Final payment shall not exceed 180 days after date of contract termination.

Incorrect payments to the Contractor due to omission, error, fraud, and/or
defalcation shall be recovered from the Contractor by deduction from subsequent
payments under this contract, or by the State as a debt due to the State or as
otherwise provided by law.

5. Advance Payments: No advance payments shall be made by the State for services
provided pursuant to this contract. "Advance payments” are those made prior to the

"y

a.

o

actual rendition of services by the Contractor.

6. Possible Billing Adjustments: As specified in Paragraph 4.14 of the RFP, attached to
this contract as Exhibit A, the State, at its sole discretion may adjust the Contractor’s
billing for a given maonth for failure to meet minimum service level requirements for the
provision of TRS.

Blockage Rate - For any day (12:00 AM to 12:00 AM) for which the blockage rate
for Celorado TRS exceeds 1.0% (P.01), the State may reduce the payment on the
mornth's invoice covering the day(s) in violation by $1,000.00.

Speed of Answer Service Level - For any day (12:00 AM to 12:00 AM} ) for which
the answer speed service level is less than 85% of all calls answered within 10
seconds, the State may reduce the payment on the month’s invoice covering the
day(s} in violation by $1,000.00.

Eguipment Reliobility and Service Integrity - Any service outage exceeding 4
hours it length within g 24 hour period will subject the Contractor to a billing
adiustment equivalent to one doy's (24 hours) average revenue hased on the
prior month's invoice for this service.

Reoccurrence - If there is a reoccurrence of a viclation of either the blockage rate
or the service level within ten calendar days of the first occurrence, the State may
adjust the payment by on additional 32,000 for the day of the second occurrence,
53,000 for the day of the third, and increasing the bifling adjustment $1,000 for
sach subsequent occurrence within the 10-day timeframe,
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Billing adjustments will not be applied if the violations of the blockage rate and
service level requirements resuit from Acts of God, foes, embargoes, requirements
impaosed by civil or military authorities, acts of a public enemy or similar causes
beyond the Contractor’s control or jurisdiction. Service ievel violations due to
subcontractor performance, unfess subcontractor perforrnance is similarly
excused per this clause, will not be waived.

The State will assess the applicable billing adjustment{s) only after considerotion
of whether the Contractor has made reasonable efforts to restore service to
required levels and whether there are indications that the State’s Contractor-
provided service has fallen significantly below the level of service provided to
other state TRS customers of the Contractor.

7. Equipment: The State and the Contractor agree that Captioned Telephone TRS solely
provided by {Name of Contractor} and distribution of Captioned Telephone equipment is
manufactured by (Name of Contractor )

8. Scope of Work:

a.

LS

The Contractor shall establish and implement TRS in accordance with the Stote's
RFP No. Exhibit A, and the Contractor’s proposal, Exhibit B.

in addition to the Standard Features listed in Appendix 8 of the Contractor’s
proposal and listed above, Contractor will also make available, upon the State’s
request, the following features:

« Wireless Relay Services
« {nternet Relay Services
+ Video Relay Services

The above features are not included in the contract billing rate. Separate contract
amendment{s) will be necessa }f to incorporate these features onto the Relay
Colorade platform if the State chooses to implement these as part of Relay
Colorado.

Contractor shall comply with requirements included in the Federal
ormunications Comeission (FCC] Rules and Orders and any future Rules ond
Orders of the FOC that may require modification of the terms of this Agreerent.
i such ?’?{}‘G.{j;?z_p?{s’{}?‘? is required, the parlies shall work in good faith and cooperate
fully with one another gs necessary to r“f:?%’fé appiicable provisions of this
agmmsgr;f ‘iwsew“mz muodifications shall be made in accordance with the

terems of this Agreement. [f there is any f?if{?ﬁ’p{? ncy among these requirements,
the most stringent shall apply.

:
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Pertaining to Captioned Telephone, the FCC's Second Report and Order on
Reconsideration, and Notice of Proposed Rulemaking refeased June 17, 2003, is
the authorizing document. For clarification it is hereby noted that the FCC has
walved certain requirements for standard TRS because they do not pertain to
Enhanced VCO Service. The following features are notincluded in the Captioned
Telephone service to be provided for Colorado:

o STSand HCG

« 711 Dialing Access

« Minimumm requirements for Communication Assistants

i interpretation of typewritten ASL

il Oral to type tests {replace with oral to text tests)
i, Not refusing single or sequential calls

1. Cender preferences

 Interrupt Functionality
- Caif Relegse

« ASCH and Baudot

2. The Contractor shall co-operate with the Colorado Commission for the Deaf and
Hard of Hearing (CCDHE) Telecommunications Equipment Distribution Pragram
{TEDP) Administration in the distribution of Captioned Telephone TRS equipment

and with outreach efforts.

The State may direct the Contractor, at no cost to the State, to distribute annually
up to 25 Captioned Telephones for demonstration purposes to non-profit
organizations, schools, state agencies, retirement communities, etc. that serve
the hegring impaired.

r ?’38 Contractor agrees to provide the State Relay Administrator with a copy of the
Co Hractor’ s rules and regulations fﬁ ussff'f&{sg;a, of demonstration Captioned
?”ef hone equipment.

8. Scheduling and Completion of Work: The Contractor shall implement the TRS/CapTel

on o statewide basis np later than January 1, 2007, or on approval of this contract,

which ever is later. Statewide implementation shall be aﬁ%sevea‘ when Contractor’s relay
center(s] is/are able {o recefve and process calls from ali parts of the State of Colorado,
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10. Compliance with applicable laws: The Contractor shaif at all times during the
execution of this Contract strictly adhere to applicable federal and state laws and
implementing regulations as they cwfer;tiy exist and mr;*,r hereafter be amended. This
includes protection of the confidenitiality of ail appiicant/recipient records, papers,
documents, tapes and any other mafeﬁ'a;’s that have peen or may heregiter be
established which relate to this Contract. The Contractor acknowledges that the
Jollowing laws are included:

a. Titie VI of the Civil Rignts Act of 1964, 42 UL.5.C. Sections 2000d-! et. seq. and its
implementing regulation, 45 C.F.R. Part 80 et. seq.; and

b Section 504 of the Rehabilitation Act of 2873, 29 U.5.C. Section 754, and its
implementing regulation, 45 CF.R. Part 84; and

C The Age Discrimingtion Act of 1875, 42 U1.5.C. Sections 6101 et. seq. and its
implementing requlation, 45 C.F.R. Part 91; and

d. Title Vil of the Civil Rights Act of 1964, and

e. The Age Discrimination in Employment Act of 1967; and __
Sprint %
I The Egual Pay Act of 1863; and pmmwm
a. The Education Amendments of 1972, and

Immigration Reform and Control Act of 1986, P.L, 98-603; and
L The Ameticans with Disabilities Act of 1990, P.L. 101-366; and

All requiations applicable to these laws prohibiting discrimination because of race, colos,
national origin, age, sex, religion and handicap, including Acquired Immune Deficiency
Syndrome (AIDS} or AlDS related conditions, covered under Section 504 of the
Rehabilitation Act of 1973, as amended, cited above,

Any person in Colorado who feels that he/she has bean discriminated against has the
right to file a complaint either with the Colorade Department of Personnel or the
Colorado Civil Rights Cammission. If the person or aif lfeged g;igif‘émirv;ﬂcﬂ DCCurs outside
the State of Colorado, the persorn has the right to file such o complaint with the
appropriate agency in the Stote in which the alleged 55:'5{3?.&45;;&5;{3;’: occurred.
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11. Conflict of interest:

a. Definition - Appearance of Conflict of interest: The term applies to the
relationship of a contractor with the State when the contractor also maintains a
relationship with a third party and the two relationships are in opposition. in
order to create the appearance of a conflict of interest, it is not necessary for the
contractor to gain from knowledqge of these opposing interests. It is only
I‘zsff_‘{?:?(’{‘y that the contractor imow i‘ﬁ"&t éhe two refafior'sh!m arein cppasztfoﬁ

b Appearance of Conﬁict of Interest: Sarfng fhe term of the contract the Contractor

shall not enter any third party relationsnip that gives the appearance of creating
a conflict of interest. Upon hegring of an existing appearance of a conflict of
interest situation, the Contractor shall submit to the State a full disclosure
statement setting forth the details that create the appearance of a conflict of
interest. Failure to promptly submit a disclosure statement required by this
paragraph shall constitute grounds for the State’s termination, for cause, of its
contract with the Contractor.

12. Proprietary information:

a. Definition: Proprietary information for the purposes of this contract is information
relating to a party's research, development, trade secrets, business affairs,
internal operations and management procedures and those of its customers,
clients or affiliates, but does not include information (1) lawfully obtained from
third parties, {2} that which is in the public domain, or (3) that which is
developed independently.

b. Except as otherwise required by law, nelther party shall use or disciose divectly or
indirectly without prior written autnorization any proprietary informeation
concerning the other party obfained as a result of this Canfma. Any proprietary
information removed from the State's site by the Contractor in the course of
providing services under the contract will be accorded at least the same
precawtions as are employed by the Contractor for similar information in the
course of s own business.

13. Confidentiaiity:

;s

efinition: Proprietary or confidentiol information for the purposes of this
antract Is information ’?fﬁ{f?’?{? to g party's f’sﬁe{?f’{h, ﬁ%ﬁ@?{};}mw% trade secrels,
of business %fwm and thase of its customers, clients or affifiates, but does not
include information gﬁ;} «';;;;{;' Blained from mm‘ y{}f"?é‘?i (2} that which i in
the public domain, or (3} that which is developed independently.

K

"y,
:;k..
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b. Except as otherwise required by law, neither party shall use or disciose, directly or

indirectly, any r“m}:me tary or confidential information concerning the other party
obtained as a result of this contract. Any proprietary or confidential information
removed from the State site by the Contractor in the course of providing services
under this contract will be accorded at least the same precautions as are
employed by the Contractor for similar information in the course of its own
business.

14. Patent or Copyright information:

a, The Contructor, at its expense, will defend any claim or suit which may be
brought against the State for infringement a,f United States patents or copyrights
arising from the Contractor’s or State’s use of any equipment, materials, or
information acquired, prepared, or developed by Contractor in connection with
performance of this contract, and in any suit will satisfy any final judgment for
such infringement. The State will give the Contractor written notice of such claim
or suit and full right and opportunity to conduct the defense thereof, together
with full information and all reasonable cooperation.

b. If principles of governmental or public law are raised or involved, the State may
participate in the defense of such action, but no costs or expenses shall be Sprint
incurred for the account of either party by the other without the other party’s ——

written consent,

15. Work/Product Ownership: The State shall have rights during the term of the contract
to use all materials, programs, procedures, etc, designed and/or developed by the
Contractor in the performance of this contract. State is not permitted to retain or use any
proprietary information, so marked, after termination of the contract.

16. insurance Requirements:

A, The contractor shall obtain and maintain ot ail times during the term of this
contract, insurance in the following kinds and amounts:

1) Workers' Compensation Insurance as required by state statute, and Empioyer’s
Liability Insurance, covering all of contractor’s emplayees acting within the course
and scope of their employment.

2; Commercial General Liability insurance written on ISC occurrence form (G 0001
g nle ering premises operptions, ffo damage, independent
contractors, products and completed aw;f’*‘i ons, blanket contractual labiiity,
personal injury. ond advertising lishility with minimum ,.-mé%g as follows:

@ S1.000,000 general aggreqgate;

b, S1.000C.000 products and completed operations aggregate:
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F. The contractor shall provide certificates showing insurance coverage required by

this contract to the State within 7 business days of the effective date of the
contract, but in no event fater than the commencement of the services or
delivery of the goods under the contract. No later than 15 days prior to the
expiration date of any such coverage, the contractor snall deliver the State
certificates of insurance evidencing renewals thereof. At any time during the
term of this contract, the State may request in writing, and the contractor shall
thereupon within 10 days supply to the State, evidence satisfactory to the State
of compliance with the provisions of this section, '

G. Notwithstanding subsection A of this section, if the contractor is a “public entity”
within the meaning of the Colorado Governmental immunity Act CRS 24-10-101,
et seq., as amended {“Act”}, the contractor shalif at all times during the term of
this contract maintain only such liability insurance, by commercial policy or self-
insurance, as is necessary to meet its fiabifities under the Act. Upon request by
the State, the contractor shall show proof of such insurance satisfactory to the
State.

17. Licenses/Approvals/insurance: Contractor certifies that, at the time of entering into
this contract, it has currently in effect all necessary licenses, approvals, insurance, et
required to properly provide the services and/ or supplies covered by this contract.

18. Records Maintenance: The Contractor shall maintain a complete file of all records,
documents, communications, and other materials which pertain to the operation of
the TRS or the delivery of services under this contract, Such files shall be sufficient to
properly support the billed amoeunts over the life of the contract. These records shalf be
maintained in accordance with generally accepted accounting principles utilizing o
uniform system of accounts and shall be easily separable from other Contractor records.

19, Records Retention and Availability: All Contractor records, documents,
communications, and other materials shall be maintained by the Contractor, in a central
location and custadian, on behalf of the State, for a period of three (3] years from the
date of final payment under this contract, or for such further peried as may be necessary
to resalve any matters which may be pending, or until an audit has been completed with
the foilowing qualification: If an audit by or an behalf of the State has begun but is not
completed at the end of the three (3] year period, or if audit findings have not been
resolved after a thiee (3} year period, the maoterials shall be retained until the resolution
of the audit findings.

The contrad lncotion may be oulside the State of Colorado. The records shall be available
to the State after reasonable notification,
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20. Performance Monitoring: Contractor shall permit the State and any other duly
authorized agent or governmental agency, to monitor all activities conducted by the
Contractor pursuant to the ferms of this contract gs the monitoring agency may in it
sole discretion decm necessary or appropriate. Such mornitoring may consist of
evuluation of internal operating and management procedures, examination of program
data, special anaiyses on-site checking, formal audit examinations, or any other
regsonable procedures.

* The State may utilize and observe the Contractor's technique for assuring the accuracy of

relayed communications, operator procedures, training procedures, office procedures,
ana’ testing procedures. The State may not monitor the relay of actual conversations
without the approval of both parties to the conversation. The State may arrange for colls
to test the accuracy of relayed communications or other factors refating to full and egual
access without the permission of the Contractor or the operator involved. The Contractor
understands that this will occur at any time. The calls will not be identified as test or
monitoring calls. The State may ask consumers to maintain a written copy of relayed
conversations to assist in monitoring.

All monitoring snall be performed in a manner that will not unduly interfere with
contract services. However, sinice this is expected to be g 24-hour, 7 days a week
service, the momtormg may occur atany time. Furthermore, there shall be no
reguirements for advance notice of this monitoring. Therefore, duly authorized agents
Aave the right to make test calls at any time without any warning. The Contractor must
make provisians to allow duly authorized agents this capability. Contractor procedures
Jor monitering employee performance may include monitoring of actual calls relayed as
pait of the TRS.

21. Audits and inspections: The Contractor authorizes the State fo perform audit and/or
inspections of its call statistic records at any regsonable time during the term of this
contract and for a period of three (3] years following the date of final payment under
this contract, to assure compliance with its terms and/or to evaluate the Contractor's
performance hereunder. The State shall give the Contractor reasonable prior notice
pefore each audit. The Conlractor shall make all requested call statistic information
avdilable to the State for audit. The Contractor shall also make all telecommunications
hardware, software and procedures available for audit by an engineer sent by the State
to check that calls and their duretion are being accounted for properly in bil lings sent to
the State. The costs of audits ordered by the State or performed ot ils request, shall be
borne by the State.
ment/Delegation/Subcontracting: Fxcept as herein specificoily provided
wise, f‘f"}ﬁ duties and obligntions o) ntractor arising hereunder shofl not be
assigned, defegated nor subcontracted except with the express prior written consent of
the Statr, 5535‘&“’"‘?@’61{3"5 z‘**fms ted é*—;;‘ he Si’s;*{*z? shall be subject to the reguirements of
: f li subcontracting arrangements and

L
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